Miller 
1A%4 


“4 


Fd 


BOSTON UNIVERSITY 
School of Public Relations 
Library 


ee BOSTON UNIVERSITY 
f Bchool of Public Relations ny P 


Thesis 


¥ 
‘A » ear , BS 
vy AY dnt Fs wed { Ary ~~) 
‘ t 
‘ a PP we Teme 
: 


(poner oF Pn ee ATTITUDES TOWARD 
n THE BOSTOW AND MAINE RAILROAD 


¥ 


, * : ? 
ANE Set # hay of rey 2 i 
. ‘an evn te reli " ' < ye TE i: wv fare vv h 
Pte eioae | Sar FT Py weve Gey 


Submitted in partial fulfilment of the 
_ wequironents for the degree of 
Master of Science 
oa 


| - posTON. UNIVERSITY 
- SoHOOL ¢ OF PUBLIC RELATIONS. 


Wee ae LIBRARY, 


ie 

7 4s : 
hs ait ¥; 
Ay 


Approved 
Bite 


First Reader — + . BLL a 
re of Public Relations 


Second Reader 


ae 
2 


im ow A -GURVRY oF 
STUDENT COMMUTER ATTITUDES 
ose BROWARD. THE, 
BOSTON AND MAINE RAILROAD 


: 
f 
: 
5 


TABLS OF CONTENTS 


PAGE 
PORE WORD 1 
Purpose of the survey i 
Scope of the survey 2 
Procedure of the survey & 
SUMMARY OF THE MAJOR PINDINGS 4 
RECOMMENDATIONS 5 
{TYPE OF INFORMATION OBTAINED 9 
Summary of specific findings 10 
DETAILED FINDINGS 13 
: 14 

"Digitized By the Internet Archive 
Stations : a5 

in 2016 

Paro 17 
Schedule 22 
School 23 
Evening Entertairment B4 
Business 27 
Shopping 27 
Condition of 6quipment 28 
Clean 22 
Comfor table o4 
Well lighted 37 
Enough seate 38 
Smoking cara 38 
Small commuter tine-tavles aS 
Employees 45 
Ticket office a7 
Train crews 43 
Information by telephone 62 


https://archive.org/details/surveyofstudentcOOmill 


Publie Relations 
News paper 
Radio 
Television 


APPENDIX 


latter 

Questionnaire 

Memorandwa on Certain Problems 
in Coumunication 

Adequacy of Mass Media 


66 
69 


PORE WORD 


Purpose of the survey 


This survey represents the results 
of a cooperative relationship be«~ 
twoon the Boston & Maine Raellroad, 


who fa interested in the thinking 


of e group of their commuters and 
the author who is ongeged in the 
development of a thesis in part ree 
quirement for a degree of Master of 
Selence in Public Relations, Boston 
University. 


In seuai dart the a or 
study that ‘woud: bo of wo 
to the Bf & M as well as the 
author, Hr, Robert Edgar suc. 
gested college students be 
golected because they are too 
morpow's customers and friends 
of the railroad, 


‘he author apeseiotes. the. 
niga conduct this 
sil _@nd hopes that the 
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Scope of the survey 


This aurvey comisted of a malied 


questionnaire exclusively to stue 


denta of Boaten University who 
commute on the Boston & Maine. 
They range from 17 to 40 years of 
age, are olther veterans or none 


veterans, male or female, 


All of the findings and re~ 
commendations of this survey 
are from the stulent commuters, 
The author's personal comment 


ia only made where noted, 


Comment was encouraged on the 
questionnaire, ‘Therefore some 
of the results do not come 
directly from the statistica 
but from the comments made, 
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Progedure of the Survey 


558 names and addresses of Boston 
University students were fur~ 
nmished by the B & Me Hach student 
was sent a letter and questiomaire 
with a self-addressed postace-paid 
envelope enclosed, 


Upon the return of the quest 
tionnaires ; 4 

Bach one was numbered and 
tabulated, according to quea# 
tions, on 4 Master Control | 
Sheet. 

Bach one wis then tabulated 


according to station, s6x, 
veteran@non-ve te ran aml Age. 


the body of thie report is the 
report of the statistical findings 
ite of the tabulated questions, Also 
included ars the coments made by 
the student ‘Commuters in support 
of the ‘statistics, After each 
ev coment is placed the 
number of the questiomeaire from 
Which it came, 
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Four major findings emerged from the survey . « « 


1. The student comuters want the 
coaches kept cleaner and more 


maxlern equipment procured, 


2, The student commuters do not 
think the B & Mis doing a good 
job of explaining ite problema 
to the public, 


oS, the student commuters want better 
acheduled trains from Boston in 
the early ann late eta 


4. The student commuters think the 
employees of the B & M are Conteabuivia 
and efficient hse ager alah cai 
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The major findings on the previous paige point directly 


to threes mJjor recommendations « « » 


They Gre . » « 


ln B& # Should keep its pres] 
= ent equipment clean em try 
to procure more modern equip- 
ment. (page 29) 


2. 8 & M should ec! to tell ite 
story and prob lens in a more 
| effective way to the public. 
* (pees. 4) 


5. B& M should reexamine its 
evening schedules in the light 
of the wants of the late evening 
commuters, (page 24) 
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| Special Recomemation 


The following ‘rocommondation is 


made by the author « « « 


Comluct an adequate survey of 
the B & M customer audience to 
determine whether the resulta of 
thie survey reveal the attitudes 
of all the B & M commuters, 


If the survey conducted on 
& portion of all comauters 
of the B & M reveal the same 
facts as the student commuters 
gay, it is then recommended 
that 
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Of the major significance of the fact revealed by the 
survey, namely that a very large proportion of the 
atudent commuters are not reached by the present cone 
munication mothode, the following suggestions were 
made by the student commuters » « »« 


Publish amall pamphlets in story form 
gneo &@ month, discussing with the com 
muters the problema of the B & i. 
These can be placed in each seat for 
effective distribution. 


Put B& M literature . . . such as 
coples of ads, atories of the ralle 
roid, ICG rulings, cto. » « at cone 
venient places in all stations for the 
commuter to mead y if he has a few 


minutes extra times 


Make better use of the card slana on 
the commuter trains by more frequent 
changes with new material, | The use 
or cartoons 5 graphs, and phovurce OX 
plaining the problens of the B & M on 
the cards should make them interesting. | 
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Besides the three general recome 
mendations which grew out of the 
specific data, the student commuters 
had many 6mall things to suggest 
which would help to improve come 


muting on the B & M. 


Suggestions that would help to 
improve the servico . « « 


More and better water coolers on 
all traing and in all of the 
Stations. 


washrooms in atations and on trains 
should be cleaned up and kept 
more sanitary, 


Step assists for the old, erippled 
and handiscapped for help in 
boarding the trains, 


Conductore to wake passengers who 
go to sleep late at night so they 
will not miss their station, 


Put Megnts in perking lots in oute 
lying atations to protect com- 
mutters! care from being moleated 
at nights Marge Otay 


Shopping trains on Monday nights for 
Commuters who wish to shop in 
Boaken atoves thet night. 


When: there are Shows in Boston Garden 
limit space in North Station of 
“hawkers” to prevent congestion 
during rush hows. 
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This survey provided information 
on the following « « » 


Stations commuted from 


Adequacy of train schedules 
Individual 
School 
oe Entertainment 


7 
Business 
Shopping 
Bvening Entertainment 


Condition of equi pment 
Clean | 
Comfortable 
Well Lighted 

| Rnough Seats 


i Smoking car facilities 


Usefulness of small commuter 
timetables 


Employ ees courteous-ef ficient 
Ticket offices  — 
ai core crews 
lephone 


Public Relations 
ews papers 
Radio 


Television 


Gemral comment 
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Return » « « 


of the 558 questionnaires 
ae out were roturned, 


45 station were represented 
Tu the questiomaires returned, 


Fares »« « » 


, of the student commuters 
nk the fare they now pay is 


raas onab “a 8 


Schedules . « « 


of the student commuters 
ink the schedule offered for 
school is excellent to good. 


, of the student commuters 
Tre the schedule offered for 
Greet fy age Bd at is feir 


i WE. — a and 
2367 tote it ia 


67% of the student commiters 
nk the schedule offered for 


bug ines is excellent ' to goods 

72% of the student commuters 
nk the schedule offered for 

shopping 18 excellent to goods 
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More of the specific findings. 


Condition of equipment . o « 


; of the student commuters 
nk the coaches are seldom 
to never clean, 


61% of tho student commuters 
nk the Gonaches are seldom 


to never comfortable, 


of the student commuters 
nk the coaches are freque vent 


to seldom well lighted, 


93% of the student comtere 
nk the coaches always or 
frequent have enowgli gents, 
Smoking cars * 6 ‘ 


556 of the student commuters 


who smoke think there ars enouch 


Smoking Cars s 


of the student commuters 
nk 


Smail commuter time ‘Sehione i 


968 of the atudent comuters 
ound the smell commuter gee 
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Ana more of the specific findings, 


Employeos » . » 


i of the student commuters 
ound the employees courteous 
in the ticket offices, 
86% of the student comuuters 
ound the employees efficient 
in the ticket offices. 


90% of the student sommters 
Youd the employees courteous 
on the train crews, 

ge¢ of The Student commuters 
found the employees efficient 
on the train crews, 


7, of the student commuters 
cum the employees courteous 


over the telephone, 

74% of the stetent commute ra 
ound the employees efficient 
over the telephone, 


Public Relations » o » 


64% of the student commuters 
oO not think the B & Mis do« 


ing @ good job of oxplet ning 
46%. of the student commuters 


séidom read the 3 & K newspaper 
ac Vertis ing, 


5 of the student cormouters 
seldom hear the B & M radio 


842 of the student commuters 
never saw the B & M television 
& ® 
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On the following pages are 
the detailed statistical 
findings of this survey, 


Ts number following the 
quoted statements of the 
Student commuters repre} 
gents the number of the 


qguestlonnaire » 
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DATA STATISTICS 


658 questionnaires were sent out, 
$10 questiomaires wore returned 
or 


65% return, 


OF these . « « 


79% were Males | 
21% were Foutles _ 


- 64% were Veterans 
‘(38K were Nonsvoterans 


346 were between 17=20 years old 

40% were between 21625 years old 

21% were between 26-50 years old 
& were over 30 years old 
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QUESTION ¢1 
"Prom what station do you commute?" 


45 stations were represented 


eptan ere 


in the questionnaires returned, 


MAP SHOWING STATIONS 


RETURNING QUESTIONNAIRES 
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60% of the questionnaires returned 


gommte from 6 olilee . » o 


Lawre nee 17% 
Lowo ld 13% 
Have rhd 11 oF 


60% of the questionnaires 
returned commute from 6 


cities . « « 


Lawrence 1? 
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Lowell : 13¢ 
Haverhill 9% 
Se lem ar 
Lynn 7% 
beverly Oe 
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"ne you feel that the fare you now pay is reasoneble 
im relation to the service performed? 
Ywo qualifications to the answers for this 
question must be kept in mind « « « 
All of the questionnaires | 
are from people who commute 
on & reduced school rate une 
til they are 2] years old 
or 
Receive the peduced school 
rate if they attend gsohoeol 


umier the Gal. Bill of 
Rights » 


The overvhelming majority of 
student commutera said the 
°B & M student rate was reason~ 
MR 
“0 Some commended the B & M for 
_ the reduced pate, — 


The statistics were » « s 
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Some of the 944 who felt the fare 
wag reasonable had these comments 


tO meke « «6 «6 


As I purchage a yetoran’s monthly ticket, I am quite 
satisfied, (15)2 


Yes, I bolieve that the student tickets made available 
to vets are of great assistance, (57) 


Monthly veteran's ticket is a life saver, Makes a fare 
reasonable, (79) 


Yoa, and this may be one of the opportunities for which 
Itve been walting to thank the B & M for their reason- 
able rate during a trying finencial period, (95) 


Yea, I do. Commuters have ag wany advantages as non» 
commuters for a considerable amount less money, (109) 


Yes, if I had to commute in any cther manner the cost 
1350} be extremely more than I now pay for train fare, 


Special student's rate more then generous, {196) 


Yes. I believe we get more service for our money on the 
B & M than we get from any other transportation, (206) 


Yes, «» the number of traing and the speed of travel in 
comparison with other modes of travel warrant current 
patas, (283) | 


Yes, bectuso with increased wages and overall higher 
prices, they Sre very reasonable, (240) 


I appreciate the B & HM extending student rates to vatq 


erans Foggy their education, It is a great help 
financially, (295) 


Certainly. The low fare offered to veterans by the B & i 
was a tremendous help am nothing could be said about the 
service «» the trains ran on schedule, the conmlustors 
were pleasant. (309) 


hiumber refers to numbered questionnsire quoted, 
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the 62 who felt the fare was not 
reasonable had these coments to 


make » ® 4 


Per too high «- look at the coaches, (55) 


No, for the fares now charged the coaches 
should be fairly decent instead of the 
dusty outmoded ones now in use, (178) 


Hoj] Mostly due to lack of air cone 
ditioning and uncleanliness of the pase 
senger cars, (190) 


No, The cara are unsenfortable, not air 
conditioned and dirty and dusty, (283) 


Not quite «« could be lewer, (247) 


To m the fare seems bi compared to 
previous prices, Also though our service 
is good, it often takes a courageous : 
heart to sit in those coaches for the 
tora of time at takes ners peach Boston, 


No, too high pwn ‘ie: moager  sorvies 
offered, {280) 


No, The fare had Snevensed but 2¢ is stil. 
the same lousy services (291) © 


No, I do not believe the pay to be Som 
mens urate with the service. Lie! 
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@ 1xé of the stwient Commuters 
seid they thought the regular 
commuter fare was too high. 
They implied they would not 
conmute for sehool if they had 


to pay the rogular fare, 


Some of them said « . « 


With the veterants reduction in 
rato, Yes, The base rate for 
adults (over 21) 48 too highs, (23) 


t a reduted studenta rate 
Lm ch I find economical but the 
regular rate is excessively 
high. (25) 


@ For the G,I, commuter-Yeo; for 
the regular commuter-To; for the 
gcessional pagssonpor-No, (26) 


fhe studentts ticket ts within 
refeon but the regular commuter 
ticket is rather stiff, The 
daily fare is entirely gut of 
proportion, (74) 


The fare I pay a8 a veteran is 
otherwise T would say ‘RO. (138 38) 


As a GF student T am gtven @ iow 
rate which is faireewhen the time 
I am alloted on the GI Bill runs 
out I shall be obliged to pay an 
exorbitant rate~--jtoo much for the 
Re," services offersda by the B & Me 


i Ge it 2 hae to pay fall fare 
as people who do not use it 
, every tare OP ls. 


ak moiseubes at 
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Weny of the non-veteran student 
conmuters who are about to tun 


21, and will not be finished with 


achool, want the , special school 
rate extended for thom. 


Some of them sald » « » 


Gontinuation of student tickets after 
21 would prevent somo students from 
boarding and working in town, {84 


Yes, uniter 21, I think students 
should be allowed to commute at reo 
duced rates even after 21, Most 4 
year students do not complete col+- 
lege unier 21, (114) 


Yes, but upon turning 21, the fare 
is raised to & point where it becones 
a bit unreasonable for « full time 
student who has not got the GI B111 
to help pay for his education, (150) 


Yes, but I don't believe 1% should 
Ro up when one becomes 21, Ese 
pecially where one is 4 student am, 
not working, (165) 


Yes, but if still a student at the 
age of 21 student rates should be 
sea until course is completed, 
(193 


The student rates are very reasonable 
but spe not available for the last 
year of college because then the 
student ia 21, (231) 


The student coumuting fere is pere 
fectly reasonable, but I think stue 
dente who are 21 yoars old or older 
should also have the use of the 
atudent fere, (305) 


tls _. 


te ee 


woshs &) ania ey uokteuattao® 


Part 1 | 
"are the train schedules offered by the B & M con# 
venient for you to live in the suburbs and commute 
for the following purposes?" 

Exeellent Good Fair Poor 
®. School 
be. Evening Entertaiment 
Part 2 
"are the train schedules offered by tho B & M con- 
venient for your family to live in the suburbs and 
commute for the following purposes?” 

Exeelient Good Fair Poor 
&. Business 


bs Shopping 
6, Evening Enterteinment 


4 breakdewn.of the atatistics 


POVEGLE 6% er ome 


that 100% of ‘the ‘student éom- 
mutera answered the part on school, 
that cod answered the part on 
eveniag entertainment, © 

that 862 answered the parton. 
shopplnge._ 

that 76.56 answered the part on 


business. 
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School 


More than 80% of the student com-~ 
muters seid thet the B & M 
schedules offered are convenient 
for commuting to school, 
35.0% Excellent 
48,06 Good 
16 00% Fair 

: Poor 
6.0% Did not answer 


Theae figures imicate that 
the student commuters feel 
they gan live in the suburbs: 
of Boston and commute for 


educational purposes, 


There was no comment, favorable 
or unfavorable on the schedules 


for senool. | 
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oe) Evening Entertainment 


The statistics on the schedules 
for evening entertainment revealed 
e@ fairly high state of ciesatis- 


faction » « »« 


Student : Family 
5 0% Exee lient 5.0% 
25.0% Good _ 28.0% 
37.0% Fair — $0,0% 
25,08 ‘Poor 23, 


gat o 
8,08 Did not answer 19,0% 


An anflysis of the figures 
indicates a very split opinion 
@ | | | &bout schedules offered for 
brining entertainment, ‘The 
5O~50 split can be explained 
by the fact that 59% of the — 
‘answers cane from & big clties 
owateh have fair evening sched= 
ules, The rest come from sta- 
“tions where schedules for evon- 


ing entertainment are not go sood, 


tt rT] recommended that a further 
_stucy be made into the reeschedq 
4 ahd ne of think for evening 
i) entertainment. 


otecenen 
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Many student commuters commented 
they vanked ibhaw treaine arter 
evening entertainment is over in 
Boston, (This was the most fre 
quent comment on Question ¥#3,) 


> Some of them eaid 5 o's 


Put on later train to Lowell, about mide 
night or 80, (74) 


I think it ie very good except for the 
iast train from Boston running at 11:55, 
This makes it necessary to cut short 
evening entertainment in Boston, (106) 


fpaing out of Boston after 8 P.M. are 
too acarce, (153) 


A later schedule for Friday and Saturday 
night -- have a train leaving Boston 


fhe 11255 PM ami the 2:50 AM train for 
evening entertainment forces you home 
either too @arly or too late, (141) 


If @ peyson wishes to stay in Boston lete, 

for an opera, stage show, or movie, he 

or ° leave carly to catch the lust train, 
4&5 


Suggest thet trains leave Boston for oute 
lying districta efter the closing of 
theatres and night clubs, (148) 


Por entertainment, the B & M should have a 
ns olga ay returning to Gloucester at 1:15. 
248 


Train for north shore from Boston latex than 
fate; would be wonderful to say the least, 
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And more comment .. -» 


If a person rosiding in suburb wishes 
to attend any sociel function whatsoe 
ever it is always necessary to make 
excuses for Garly dash to catch your 
train, One doesn't always likes to ride 
—- trains at 2:00 AM, doce one? 
20 


I would like to see a later local 
train se I could stay in town later 


ine Hh 


Business 


Tho student commuters think 
that the 3 & M offers good to 


excellent service for business, 


The statistics reveal . « « 
24,06 Excellent 


45.0% Good 
9, O% Fair 
Poor 


@ Ay 
23.5% Did not answer 


Shopping 


the Student commuters think that 
the B & M offers excellent to 
/ good service for shopping in 


Boston, 


The statistics reveal . a s 
23.0% Excellent 

49.0%. Good 

12.0% Fair 

| 6 . Poor | 

14,% Did not anawer 


Tho women gave the B & Mae 28% 
excellent, FOR good, and 1% 
fair on shopping. 

In comparison, the males said 
29% excellent, 54% good, and 


ich fair. 


@) QUESTION 4 


"Ave the Boston & Maine coachesq@-—" 
Always. Frequent Seldom Hever 
Clean , 
Comfortable 
Moll Lighted 
Bnough Seats 


This question was designed 
to find out what the student 
commuters thought of the 
equipment used by the B & M. 


All four parte to this ques~ 
tion were answered by e112 
O10 student comauters, 
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Clean 


Almost half of the student com~ 
muters do not think the coaches 


of the B & M are cloan, 


The statistics revealed . e » 
10% Always 
39% Frequent 
45% $6 ld om 
Be Never 


These figures indicate a 
majority think that the 
coaches are between selcom 
and frequently clean. Moet 
of the eripe eames about the 
coal aust, soot, and smoke, 
There was a definite trend 
toward cleaner coaches on the 


commuter trains 


BECAUSE. as 


y2% of the returned quostion~ 


nelres had complaint about clean- 


linssas of coaches’ on cormuter 


trains, ‘There was more written 


comment on cleanliness than on 


eny ather ono thing, 


Some of them said . .« 4 


I am sure all commuters would 
appreciate cloaner and more 


comfortable coaches, (67) 


Cleanliness is next bo. Godlie 
neae,” “(82 , 


Por heaven's gale éiban the in- 
Side of the carseemy clothes 


| won't Stand L633 (89) 


| if they mney glean the cars up, 


especially in the summer, many 


, eripss would ‘be. cleared UP. (108) 


Can't stress clean cars enouch-« 


foe thought of dirty cars deter= 
mines my sholee of clothes, (108) 


My only gripe ie the dirt, (115) 


The biggest drawback to commute 
ing on the B & M is the lack of 


. ‘eloanlinsss. (2253) 


“" = have the usuel orttielemxdirty 
‘gared (126) 


My only comment would be cleaner 
and more comfortable trains, I 


find that © cannot wear good 


clothes when commuting because 
of the Girt and filth that is 
found on the coaches used for 
commuter traffic, (150) 


Sfkow sqedieD pa ic 
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More comment about cleaner coaches . .». » 


Cleaner, more confortable equipment 
Would do much to make the public relations 


“problem of the B& M less trying, (164) 


Give us a Gesent break with cleaner 
cars, (173) 


The only complaint I have is about the 
antique and filthy coaches, The worst 
part about commuting is the dirt. (197) 


The service is quite good but the trains 
are usually so dirty that I never dare 
wear anything very nice, (212) 


Glean up of cars not necessarily with 
paint but just Soap and water woule make 
100% improvement, (222) 


Cleaner cars; &t least 1 express train 
between 5:50 & 6, PsaM, Cleaner cers, 
cleaner cars, Cleaner cars, Pleasest (259) 


I have never been on a B & MW coach that 
I sould weeny cd wes even reat tes 
clean, (240) 


The ride into Boe ton: is always an efforts 
It is dirty, uncomfortable, rough, ami very 
miserable, ‘he only redeem “et is 
that it is fast ané on: mop. Avy 


The seate of all cars can stand a very 
thorough cleaning, The soft of riding on 
the B & M is not fairly shown unleas the 
Gleaner's bill is also added ins (268) 


Could you please suggest newer, af not - 

cleaner smoking cars. On one of my trips 
last semester I found the scrap of paper 
on espe Lincokn wore ibaa sestpoenry 


I believe there ‘ts “little exouse for ne. 
filthy condition of the B & M cars, (304) 
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In connection with the cleanli-e 
ness of the coaches, 9% of the 
student commuters wanted some~ 
thing done about the soot and 
Binokous» Jike replacing the stean 
engines with Diesels, 


Some of them said. « « 


Hore extensive we of newer 
Gisgel type engines, (7) 


The gervice on the whole is fine 
but the equipment is aneient and 
gutmoded, More diesels would be 
@& welcome improvement, The 
major gripe about the commuter 
traine ia thet they are hot and 
uncomfortable in the summertime, 
In order to get a breath of fresh 
air, it's necessary to open the 
cay doors, This results in a 
constant blast of seoty air and 
Smoke from the engine, (82) 


I think it would be better if 
they used all diesels instead 
of coal engines, (98) 


The lousy cars on the B & M 
would be a diegrace to any decent 
RR, The forward care being next 
to the ancient coal burning ene 
gine makes them coal dust bings-« 
get rid of the steam engines for 
cleaner passenger cars, (144) 
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® More comment about steam ongines . « »« 


foo much coal gas and soot enter the 
coaches, Wekes fresh clothing look 
like "hell" and does a job on your 
lungs too, (155) 


Cleaner, more modern cars with ciesel 
locomotives, please} (151) 


They have too many old cars and the 
coal burning engines are offensive, (179) 


I wish @11 trains had ciesel engines, 
for smoke would be eliminated, (195) 


With the use of their diesel engines 
Gleanliness is more evident, (203) 


‘The cara themselves not being so dirty as 
the fact thet the cars receive a great 
ni deal of soot and smoke from the engines, (204) 


A big step forward with diesels, (218) 


2 I think they should junk all their 
"Steamers" and get some diesels for 
/ eloancs Service, (230) 


. fhe diesel encines woulé help eliminate 
the dust muiieance and give a smooths? 
ride, (245) 


Smoke (einder) control would ‘malo for 
Cleaner rides, (869) 


It would be better both in comfort and 
cleanliness to use diesel engines on all 
their trains, (262) © — 


Abolish the steam engine with its clothes 
and akin 8olling coal duste (290) 
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More than half of the student 
commuters do not think the 

B& M coaches are comfortable, 
Comfortable embraces 5 . » cone 
dition of the scata, room per 
person, ami temperature of the 


coach, 


The statistics revealed , »« »s 


5% Always 
34% Frequent 
58% Seldom 

9% Never 


These figures iniicate that 
the type of coaches now used 
are not what the studént son- 
muters want to rice in, They 
feel that the B & M should 
have move mOtArh one COBIer 
forteple coaches, 


av 
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6% of the student commuters 
commented on the fact that the 
coaches were not comfortable. | 
A number of thom wanted move 
moder coaches if at Bll pos- 
BIbD1G, 


Some of them eaid » « « 


Put decent cars on the B & Mo (42 ) 


“My commuter coaches are elright 
but most of the coaches on the 
si Gloucester branch are rotten, (45) 


Get more moder passenger cars, 
The average passenger car running 
_ between Boston and Loweil is 

oubmoded, {58) 


Adcition of some new caré and 
‘the Bale of the old omes as 
| perioc ple oss, (74). 


~Y would recomend ef aivaie their 
(78) a “now look” 4f possible, 
7 dele 


8 you 1 there but that ia 
Tt goth you. the ty, but th ia 


Worn, out. ane Mpsolete, (90) 
pee Ib ubed te describe 


“Bas . lmington cars is 
. “Heat Se! abet " “IT nave heard 
oe ene eae pttbn often, (93) 


cy ee Sarde et rid of sone of 
. the” Sth ‘ears for at 
least ingen better? (103) 
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More comment on the comfort of the coaches , » »a 


It's fine, if only they'c buy a few 
modern cars, The ones in we now are 
an insult to the poople who ride in 
them, (125) 


Make comcutation an omiinary trip and 
not a ride in a "40 and 38," (129) 


Tey are badly in need of new rolling 
stocks (180) 


ich h tan of those hard "leather" antiques, 
13 


A more comforteble grade of coach ia 
needed with a good ventilation system 
and a coupling that does not snap your 
head off when starting. (186) 


fhe old obsolescent coaches in use make 
comfort an impossibility, (213) 


Present equipment antiquated and ine 
adequate-=present advertising jie a farce, 
making claims which are ming true on & 
few trains, (214) - 


Remove coaches of Civil War vintece, (221) 


Modern cars would inereass businesa and. 
then more people would stop ing to 
business or school by busy! (£68 


I think that they shoulé abandon the dirty 
old ceaches they have at present ami ine 
yest in some modern equipment, (265) 


B® MH are still cattle cara, (260) 

Moat of the coaches which might fit well 
in the Smithsonian Inetitute, make scomnut= 
ing e6pecially in sumer very unconfor~ 
table, (262) 


fake off some of the broken down cara, (275) 
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Weil Lighted 


The student commutere are 
fairly evenly divided on the 
question of lighting in the 


Soaches, 


The Statistics reveal . « a 


114 Always 

47%  Wrequent 
$5% Seldom 
7% Wever 


There was practically no 
comment on this part of 
Question 4. But the figures 
indicate that a great mum- 
ber of people think ean 
improvement could be made 
on the present lighting 


system, 


Enough Seats 


The biggest majority of student 
commuters believe that the B & HM 
provides onough coaches for every~ 


om to have a seat, 


The etatistics revealed . . .« 


36% Always 
57% Brequent 
7% Seldom 

Hever 


These was No comment made 

on this part of question 4, 
Therefore it can be said that 
the B & Mis providing seats 
for everyone except in a few 


isolated cases, 
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QuustTron g5 
"Ave there shough smoking ears?" 


20% of the student comnuters 
answered this queation by the 


answer "J dontt smoke," 


Of the remaining 80% more 
than half sald there were 
enough @moking care . » » 
555 Yea | | 
216 Wo Muh apt 
4% Did not answer 
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69 


There wes indication 


‘that the more miles a 
student hed to commute 
‘>> the more No answers. 


Were reesived, 
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‘Pare thé a@moking faellities adequate?" 


Again . o + « BOL. of the student 
commuters answered by saying 


=, don't anole »" 


Of the remaining 80% the 


statistics reyealed 4 « » 


37% 8 8Yes 
32% No 
11 Did not answer 


“Since there is an alnost 
50-50 aplit of the Yes=No 

: diiimite on cee it 
is clear that a large number 

; of the student commuters are - 

Reb satisfied with the facili- 

| 3 ou i. - IAS. CALS, 


, ore, was varied comment. on 
_ ‘the “conditiont of the prasent 
Smoking care » » » the 
: “heaviest veing oe a 
_ ag* “ventilation 
- Ash Trays 


41, 


The student commuters sald there 
wag a definite need for better 
ventilation and therefore cleaner 


smoking cara to make 1t more 


pleasant for commuting, 


Some of them gaid . « « 


A elean ventilation of smoking 
cars. would aid in comfort, (49) 


Ho ventilation-«covered with 
soote~Smoke can be cut with a 
knife, (89) 


No circulation or ventilation 
of the air, It's like smoking 
cigars in a t¢lephons booth, . (97) 


No well ventilated at all, 
Very uncomfortable traveling 
with a car filled shag Smoke, (122) 


No method of removing amoke and 
bringing in — air, (1435) 


Need fans or ‘Sheween: to: earry 
the amoke out of the ¢ar. (149) 


Clething takes on an oder from 
pipe and cigar smokers -» ven» 
bilat: on not adequate, (170) 


Due to deck of air conditioning 
cannot enjoy Smoking my own 
brand because of heavy mixture 
of ciger, cigarette ani pipe 
7 oars Lory ) 
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The student commuters Teel that 
if ash trays were provided the 
Smoking cars could be kept much 


oLleaner, 


Some of them sald « « « 


Some type of ash and cigarette 
disposal container should be 
provided, This would eliminate 
ping butte on the floor, 
save time in cleaning the cars, 
i Poduce: hostile stares from 


A tony ng (93 } 


Receptacles for disposing of 
refuse ahould be provided, (118) 


Tim a momber of the ROTC, and 

if I #it in ea smoker when T 

wear my uniform the ashes floate 
ing around all seem te settle in 
the folds of my blouse and 
trousers, Demerits are ziven 
in Rove if your uniform ian't 
clean, Ash dispensers would be 
a Godsend, (iz } 


Why not build in ash trays such 
as New York trains? (168 


Way mess up the care with butts, 
mebohes z etc, With sesh trays 
attached in seme mamer, B & M 
could gave themselves « small 
bi. 31s (181) 


There are no ash trays wat. if 
the B & M doean't mind cleaning 
floors yi OK by m8. (259) 


Poor te no ‘wontiueeioh bat GAPS 
never seem to be disinfected, 
Also there are no receptacles for 
Cigarette ashes and butts, (504) 
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A number of the 20% whe commented 
"ZT don't snoke" made comment about 
the bad conditions of the smoking 


GAPS » 


Several of the non-smokers 
also commented about the 
people who smoked in none 
smoking cars, They said it 
was very amoying to have 
Smoke bother the non- 


Smokers 


Some of the 80% who commnted 
on the smoking car conditions 
are probably non-smokers be» 
cause the question did not 
ask directly if the student 
commuter smoked, the fact 
that several of these non» 
gmokers did comment is an 
indication that they want 
better Smoking car facilitics. 
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] GUESRION £6 
"Do you find the #mall commuter timeetables useful?" 


Tas atudent commuters found the 


small commutex time-tables very 
usefuls 


The statistics revealed » « o 
95.0% Yes 

No 
4.5% Did not answer . 


’ Of the 4,5% (14 people) that 
> ” “aia hot anewor . 5. 11 of 

| * them gaid thet the small 
timetables were not available 
for. their station. 


“A number of the Yes answers 
Were worded . . «| 

rong VARY, BPE, vo 00 

| Wory usefua 

Excellent 

Fine 

Definitely Yes 

Very helpful.” 


vi 
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QUBSEEON #7 


"Are ‘the @mployees of the B & W Railroad «~. 


Courteous  Eificiont 
Xes No. Yous No 


Ticket offices 
Train Crewe 
information by eb tetas 


The vast ma ma jor oq of the student come 
muters think ‘that the. amnlerese ef the 


B&W are both courteous am effieient. 


The figures indicate that the B & 
hes done an exce lient Job in, training 
ita employees to deal with the Publics 


Seswe cans some specific comment both 
good and bad about cach of the claasiea 
fications of employees. 


Of the three classifications, the 
Rae phone: drew. She monk: ‘unfavorable | 
impression & both in statistics and 


‘comment, 
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Some of the general comment about 
the employees of the B & M @e@ld 4. « s 


Host of the B’& M workers are vory 


pleasant smi willing to help, (12 


Have never found the employees other 
than very helpful and courteous, (34) 


I think the crewa should be complimented 
on their courtesy and efficiency with the 
people they have to handle day after day, (101) 


AB @ rule employees of B & M are excellent<« 
Of course there are exceptions, (125) 


Tie employees on the Boston-Clinten line 
are exceptionally courteous and efficient, (170) 


I think the B & M is noted for courtesy on 
the part of ite employees, (195) 


It has been @maging to me how odurteous all 
the @mployees which I have had contact with 
over the past two years have been, (199) 


{ find employees of B & M more courteous 
than employees of other lines, (226) 


I have always been siven prompt and 
courteous service by B & M employees, (242) 


fhe B & H employees are mostly feiene sy and 
helpful, cheerful too, (245) 


I believe the company's onsen are bid 
excellent quality, (263) © 


I have a great deal of prospect for those 
whom I have come in sontect. (255) 


Majority of its workers are very Sevut and 
proud of the Pallread, aense their efficiency, (281) 


They are very friendly and most of them take 
an interest ~ ot pr chiems (286) 


I think highly of ail of the B & M employess 
with whom I have had contact. (298) 
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> Ticket Office 
Courteous Efficient 
87% Yes 86% Yes 
12% Ho 8 No 
iw Did not 6% Did not 
answer anawer 
These figures indicate that 
the student comnuters feel 
the employees in the ticket 
“ceffica know thelr job and are 
> helpful to deal with, 


rt should be noticed that 4% 
more people think that the 

, np léyeue in the ticket office 
are courteous than efficient. 


| Sone eomiinit wae made on the’ 
dontd, Aoket agente 98, betas 
Tow ‘and not always accurate 
An there Work, the Worth Station 
| euployacs were complinented 


several times, 
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> Some of the comment on the 
employees in the ticket offices 


Bald swa 


The elderly woman on the window at 
Lawrence is partioularly surly, but 
66 are gome of the men to a lesser 
extent, (121) 


Ticket offices take plenty of time 
issuing tickets regardless of train 
time, Have missed train by this! (184) 


The ticket office personnel could be 
a lit tle more human, (206) 


Boston ticket office OK, but Lawrence 
terrible--clerks neither courteous nor 
efficient, grouchy and not helpful at 
ali, (207) 


» Ticket office in Reading often slow=8 
Agent overworked during rush hours, (2435) 


I have found the ticket office omployees 
in North Station to be fairly courteous 

and efficient, but not so at the Haver- 

hill office, (250) 


In the North Station ticket office the 
employees are courteous ané efficient, 
but in Wilmington they sre inclined to be 
ere) Slow though usually not unpleasant, 


Ticket office help many times are abrupt, 
édiscourteous, and have an irritating habit 
of leaving you standing at the window 
while they walk arouml the office talking, 
Laughing, ete. (508) 
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Train Crows 


Courteous 

90% Yes 

6 No 

4% Did not 
answer 
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Efficient 

88%. Yea 

4%. _.No 
8%. Did not 
answer 


fhese figures indicate the 

 Btadent commuters feel] the 
train orews (conductors 
eapectaliy) are very courteous 
and kaow their job. 


There were several compliments 
., on the attitude of the cone 


ductors toward the comiuters, 


There was also some isolated 
comment on the rudenesa of 
“geveral conductors, Some of 
the comments wore qualified 
with statements to the effect 
that not everyone is perfect, 
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Sono of the favorable comment said ., «6 «a 


I recently had an experience which exe 
emplifies the courtesy and kindness of 

B& M omployees, After stupidly taking 
the wrong train from the North Station 

one ¢vening I found myself a good 3 hours 
journey from my hows (since I would have 

to go back tm Boston and begin over again). 
The conductor of the traing Mr. William E, 
Scott of Readingy realizing my plight 
brought me to his home where he and hie 
wife treated me to supper and afterwards, 
drove me hom, To me, this one happening 
Speaks betters for the Boston and Malne 
than any advertisement that I might read 
in the news paper or hear on the padie, (83) 


i have always found conductors kind and 
cheerful, (100) 


The train crows are wr sainanyel — itaaaei 
MeN» (127) Bade 


Moat of “the auncaaeen are owed  textiows 
always veady for a. laughs (129) a 


Condueters particularly helpful. (198) 


Train ¢onductors are the only railroad 
persons who seem human, (259) . 


Train crews have been as nice as possible 
to me and my — cr ain ih cone wipes 
The ‘pain aces are as 5 friendly ami of 
ficient as yer vital Rise aie eh the poor 
“uh pawens Sen Rs 
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Some of the unfavorable comment 


about train crews sald 4, « «6 


One conductor on the 4:26 PM train 
to Boston is the most irritable, 
rude, discourteous boor I have ever 
had occasion to meet. (104) 


Feel that some conductors ars much 
tee orabby and inconsiderate (but 
not ail). (105 ) 


QGuite often the older sonductors 
embarress patrons who violate the 
Nomeiuoking rule, because of an 
oversight, (115) 


I found that the old conductors are 
rather discourteous and have eme 
barrassed me in public, (122) 


Certain conductors seem to carry a 
perpetual grudge against "students" 
and “vets,” (133) 


the attitude towards a forgotten come 
muter's tickets is that of an evil 
Sin, (137) 


Some conductors make the passenger 
fool at times that he is trespassing 
or the like, (246) 

A great number of the train crownen 
eorsider commuting students to be 


5 castes lower than other passengers. 
I treattom accordingly, (250) 


BOSTON UNIVERSITY 
SCHOOL OF PUBLIC RELATIONS 
LIBRARY 
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Telephon 
Courteous Efficient 
76% Yes "45 ‘You 
11% =fe 108 «No 
14% DAA not )}«=616% Oo éD4d not 
answer answer 


These figures iniicate that 
of the three contacts the 
student commuters have with 
the employees 6 .. the 
telephone is the least im- 
pressive, 


Most of tie 11% who answered 
Na to Courteous Said that the 
telephones was not answered 
promptly , properly, or ef~- 
fielentlys 


Some. of the comment sbout the 
service over the telephone 
saa ny 6 


I fine telephones service at North 
Station very good but they seldom 
answer at Lowell, (2) 


In Lawrence 1t is sometimes very 
difficult to reach the station by 


PRONG 4 (6) 
(ae) calls teo curt and abrupt. 
oO 


Sarcastic old bastard working the 
Selem ticket office, Proof? Cali 
him om the phone and ask for train 
info. (87) 


f usally have difficulty reesiving 
information by phone, (158) 


Information by telephorm is almost 
always so abrupt, and I think they 
could be more he ipful, (153) 


The Lawrence office flagrantly 
violates the principles of comnuon 
cn when using the telephone, 


Telephon conversations are not 
given adequate attention or 
courtesy, (233) di 


All T have ever received over the 
telephones is a belated grunt, (249) 
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QUESTION #8 


"Do you think the B & M Railroad is doing a good job 
of explaining its probiems to the public?" 

This question was in two perts, 

Tie first was a Yes or No anawer 


with comment. 


The student commuters ans« 


wered this question by 


Saying «o « » 

24% Yes 

64% WO 

126) )=— Did not 
answer 


Of the 64% tabulated above 
as No hia 7% actually 
wrote "What problem" or "I 
didn't know they had a 
problem, * (faus only 572 


- aotually wrote Ho.) 


‘chit on 0 Ht & am goer | 
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Of ‘the 24% who said Yes to this 
“question there wore many who 


had praige for the advertising 
and public Pelations of the B & M, 
They thought the 5 & M was trye- 
ing to explain ite problems, 


Some of them said . 6 a 


Their public relations caripaign 
is carried out very well, (76 


Yes, because it civea ua a chance 
be what ‘they are up acainst. 


Yes y acs are eye appealing. (184) 


They have « good Public Relations 
bureau, but you can't fool waht 
ONG (2 Le oh : 

I believe they have been doling 

a fairly goa “Jods. A@27) 0 
Recent newspaper reports and ads 


indicate such an interest on the 
part of the 8 & Mu, (253) 


Yes, by its ada on. trains » in 
station’, on radio, end in the 


a wai P? “tl ie TB. ( 245 a. 
Yes it ia eer ng the, come. 
plete t ‘truth, ( ; ae Livers 


You. ‘Thay ell, in. Rts ads 
their difficulties and this helps 
the commuter to unlerstané their 
problem, (805)~ 
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Of the 67% that wrote No to this question there 


was Varied comment that said in general . . o 


"ehe B & M should Go more ex- 
Plaining to get their habe yy 
before the wap Mente" HD OD 


Many of the student commutera 
expressed a desire for some 


honest explanations, 


» Some of thom @aid . e ®@ 


Now One sided iasuss and they 
do mot explain clearly in da- 
tail. (50) 


Wo» the public relations de- 
partment must be asleep, (73) 


No. Their attitude has ime 
pressed me as being always dice 
tatorial and never really Com 
operative, Their © breakdown 
of expenses ia misleading. 
Their “timetable Mable" is 
imitating and often ridiculous 

~ im view of the exiating 
situations. (74). 


NGo They are 86 busy trying to 
make labor look bed they don't 
Pett adap their probe 


B & M propaganda for increasing 
their profits is excellent for 
the massea, but poor for people 
who think, (85) 


Hoo All ‘they do is tell us 
they haven't enough money, (98) 
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Noo I hardly think the public -' 
aware of the problems and expens 
to running a huge railroad ay5 toa (101) 


Noy not necessarily, VYeory little ad- 
vertisement is done, Most peopie Seam 
to know very little about B & M, (109) 


I do not,. It does not publicize its 
problems » (114) 


No, it talks too much about the quality 
of service it doesn't give, Most of ite 
hp ce never ride the deluxe trains. 
dé , 


The B& M ede ave a farce} Their trains 
are a disgrace, (129) 


No, too few people realize the large 
amount of upkeep necessary to run @ 

HR and the ease with which such a road 
may Sink into debt, ‘The 8 & M ought to 
explain this more thoroughly to the 
people, (131) 


I would say that 5 & M could do @ much 
better job of explaini its problema 
as well as solve them, (138) 


No, i can't recall that the B & HM has 
tried to explain their problems, (146) 


Ho, not enough people including myself 
know anything about the handieaps the 
B& M has to overcome, (159) 


Te publicity could bo more efficlentiy 

handled, The publie<dm not informed 
rir taaaalond to umerstand problems. 
166 
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And more No comment on adequacy of public information, » » 
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Still more Mo comment on Quastion 8 » » »« 


“Wo, ‘théy cane out’ with "time table 


Mabie" and rever did live up to their 
propaganda, (167) 


“No, I very seldom gee or hear any 


public relations publications of the 
B& M. (182) 


Noi It's the lack of interest to 
better the situation, the need to 
educate the public, ami the public 
and B & M to cooperate in solving 
these problems, (190) 


I haven't particularly noticed any 
advertising by the BD & M explaining 
their problems, (215 ) 


Not entirely, Most people don't 
a10) that B & MW has troubles, 
18 idly Perel kt 
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Of the 7% who asked “what problems?" 
the comment was &élmost all the same, 
Some student commuters seemed sure 
prised to fing the B & M had. any 


problems. 


Some of them said . o« »« 
No, what are its problems? 
(10) 

No, does it have any probs 


lems? , (34) 


Not at all, First I heard 
they had a problem, (88) 


Has no problem to explain te 
the public, (94) 


“Which probleme??? (110) 

I don't know of any particular 
problem that they have had, 
(124) , | 

I didn't realize they had 
problems, (126) 

No. I didn't mow the B & M 
had any problems--but this 
guestiomaire helps if that's 
what you mean, (128) 

I was unaware that it head any 
specific problems relating to 
the sommuter, (1560) 

Did not know 16 had any, (202) 


What problems? (279) 
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The secon! part of Question 78 


"Do you think the B & M Railroad is doing a good job 
of explaining its problems to the public?" 


was designed to fini out 


whet waa tho most effective media in commnication, 


"Ty read their newspaper ads” 
$85 ° Prequently 
4&6. Seldom 


14% Never 
eg Did not answer 


"7 hear their radio ads" 
226 Frequently 
516 Seldom 


236 Never 
Did not anavwer 


"y saw their television show" 
4%... Frequentiy 
& . Seldon 


Se Never 
4% Did not answer 
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) m0 newspaper ads, according to 
“student Conmmutors y are the most 
- effective modta, 


Me 


| considering the wide goverare of 
—vadlo » o « it made a poor 
showings 


“fhe 4% who saw the television shows 
‘frequently and the 8% who saw then 
seldom should be considered in the 

light of the limited mimber of sets 
dn this area, 


been previously noted, 
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Because of the large percent« 
age of student commuters who 
nayer see or hear the B & i 
advertising it would seem 
Wigs to consider at least 
re | experimentation with some 
othes means of communi= 
cation, Suggea tlong have 
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Dear Fellow Student: 
I would like a couple of your busy minutes. 
As @ commutor on the Boston and Maine Railroad, you 
and I can be of assistance to each other. In com- 
pleting my graduate work at Boston University's School 
of Public Relations, I am writing my thesis on.the 
commutor problems in cooperation with the Boston and 
Maine. By the answers you give me on the aaeeea 
questionaire, I hope to help you and the Boston and 
Maine understand each others problems. 
Will you please fill out the questionaire and return 
it to me in the enclosed self-addressed, stamped 
envelope. An immediate return will be appreciated. 
Thank you for your cooperation, 

Sincerely yours, 

& Beshey DX Aa 


Banks L, Miller 
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HELP YOURSELF TO BETTER TRANSPORTATION 


PLEASE FILL OUT THIS QUESTIONAIRE GIVING EACH QUESTION CAREFUL 
CONSIDERATION. COMMENT WILL BE APPRECIATED WHERE NECESSARY. 


1, From what station do you commute? 


2. Do you feel that the fare you now pay is reasonable in relation to the 


service performed? _ 


a 


Please check: 
3. Are the train schedules offered by the B. & M. convenient for 


(a) you live in the suburbs and commute for the following purposes? 


Excellent Good Fair Poor 
fo bone aril Canal neon 
a. For scheol Hee ae | | | 
eh Co 
b. For evening entertainment ae eet pe te 


(o) your family to live in the suburbs and commute for the following 


purposes? 


Excellent Good Fair Poor 

a, For business ery ce he eRe 
pee am og ama 

bob. For shopping WES AR a ee 


ne Co 


c. For evening entertainment 


4, Are the B. & M, coaches--- 
Always Frequent Seldom Never 


eee a oma eee 
b. Comfortable a tea 
c. Well lightea Dew wane) = LL 
d. Enough seats oe id og) RET 


D« Are there enough smoking cars? . Are the smoking car 


facilities adequate? ‘_.- Comment 


et ew 
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6, Do you find the small commuter time-tables useful? ne 


7. Are the employees of the B. & M. Railroad--- 


Courteous Efficient 
Yes No Yes No 
es 1 a ae 
a. In the ticket offices Reis = ~ mi 
aia eeepc 
b. Train crews a ime Weal LLY 
Et le ea 


ec. Information by telephone 


ad. Comnent 


Seni 


——_ 
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8. Do you think the Boston and Maine Railroad is doing a good job of 


explaining its problems to the public? 


Frequently Seldom Never 


rail BE nic 


a. i read their newspaper ads | 


b. I heer their radio eds eee ne 


| 
4 


saw their television show es aS La 


QO 
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9. What comments or suggestions do you have to make about the Boston and 


Maine commutation service? 


Age Sex Veteran 


School or Department 


Full time or part time student. 
Day or night student. 


Work part time ° 


MEMORANDUM ON CERTAIN PROBLEMS IN COMMUNTCATTON 


The author conducted this survey for three reasons. 


First, because the railroads of today need to toll their 
story and problems to the public, With the practice of 
public relations principles, the railroad industry can 
help stem the tide toward nationalization, Therefore, 

as & student of pamrie vo lations the author waa interested 
in condusting a & survey on @ phase of om of the ber pe 
whl.ch the rai lroed industry faces todays 


Second, commuter and the problems they produce Gre ons of 
the primary troubles which some of tho nation's railroads 
face today, Because of the nearness of the Boston and 
Meine with ite comuter problems y this survey was unde tr 
taken, It is hoped that: the results » even though only the 
thinicing and attitude of a small eogient ef the commuting 
public, will be of some help to the Boston and Maine in 
seeking answors to this acute problem, poday?s youth are 
tonorrow's ous tomers of the pailroads » therefore the 
student commuters were selected to be surveyed on tir 
opinions of _ Boston end | Mindi» 


fhird, to experiment with @ method of communicating results 
of statistics te a management auiieme, 


wothaotimion er BkateDRt REARKE HO % 


~ancousn aot! wh govers alot Bedombren «oman oat 


“miete Llet of been.yebot ta ehsothinaw add seuaoed sala! 
pe eaidoong eft déte aokiaeg odd as WIALGoNE bore ‘tote 
ans. giteubt bootliaa wid ,uelo toning emokteler aiding 
soto towed? .volsasikanottan boswds ob Mt ont mote) qhed 

_ heteervint Ais nositee ott eae tdal ox ont due to Seabirta & aR 
melden’: orld te “ano ty beak; # nO yoru 6 ackdaiiaoe ml 
a gabow aoon? cede daond ta od shir 


piste 420 eaudong, ect iacscorm, sat, in Setiinete: aint 
| earch bux Btackian oft To ommw slo lets aeligous. year dng. agit 
Rite wosie’ old Io akenwasi oct "Theo, wee ewet s¥ebes,ooet 
 cegotaines eaw gevowe eins « aeneid dines cresd artnet S adt eid. euikant 
eeit ine aavedd ero .adksyaot elt datd Sees at aT aitesd 
 giibtiiemoa ai? to troxger fLowa.e Ye ohudhttn Som gartanitalt 
Hh Cate fore aotset oct of qlod omon wo od ELaw qodich 

era is0% siynbor malo; edwon girl at ieware ait bsiee 
acd oroleres? sane» oa % Praise hash a! Werrouns 


iy 


) *, 


67 


Through the use of poor communication techniques, many 
nisunderatandings and problems have resulted in business, 
social ami political world, The success of the world's 
great leaders is attributed to their ability to communicate 
effectively their ideas to the right people whether it be 
& few selected imilviduals or the masses, Thus we must 


have effective communication to bring about progress, 


Management in modern business is a complex job which de@#~ 
mamis the time of all successful exccutives, A multitude 
of ideas and suggestions constantly besiege the executive's 
mind, Many valuable ideas are lost because of ineffective — 
somunication on the part of the communicator, Leo 

We jeleki in writing his chapter “Comamication in Practical 
Affairs" for the book The Communication of Ideas, states: 
"Z believe that if sommmication faile to take plece, the 
bleme must be placed squarely on the desk of the com~ 
municator, If whet is said ignores the intersate, capa= 
ype bel pee Iv re hte aaa aucience addressed, 
S30 today in ou complex line of business commmication @ 
more effective way must be found to produce action, Dr, 
Claude Robinson of the Opinion Research Corporation and 
Yale University has experimented and found that, for come 
minicating certain types of statistical findings to 


«management, the direct style of writing has proved most 
 guceessful, Fred Rudge of Pred Rudge, Inc. has also 
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adopted this style of cormunicating reporta of atatige 
tical nature. Therefore, because of the statistical 
mature of this report, an effort was made by this author 
to communicate the findings of this siumvey in an effece 
tive way ~«. In a direct style, 
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9 ADEQUACY OF MASS MEDIA 


one of the outstanding results of this survey was the sig- 
nificant 64% of the student commuters who answered No to 
the question "Do you think the B & M is doing a good job 
of explaining ite problems te the public?" To be cone 
pared with this figure is the 60% who seldom or never read 
the B& KM newapaper ads and the 74% who peldom or never hear 
ow B &e Mu radio ais, Since this is such a large percentage 
of negative anawers possibly some investigation should be 
made into the effectiveness of mass media, Although the 
B& Muses the main forms of nase media ooo news papers , 

* radio and television -- it ls obvious dais a fraction of 

a the student commuters are boing reached, Therefore the 
author feels thet it would be well to Luventiante the pose 
sibilities of using other forms of communication in reach= 
ing the publi “« both general and specific (com#uter ). 


Since it Ls not known if the general commuting pub Lie 
holde ‘the same views as this selected group, it ia suge 
gested thet a survey be coniucted to include all the GON 
mUbOrs » if the findings of thia more ine lusive survey 
correspond with the attituies of the student sonmuters » 
then some thinking and adtion should’ be put into effect to 
bring about better communication between the 5 & M and its 
publics, 
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For the past. number of years, public relations people 
have been investigating the effeotivensss of mags media, 
Over thia period of time aome fuirly well defined con 
Glusions have been developed on the effect of personal 
Contact, Im 1952 J, David Houser published a report on 
"what People Want from Business” in which he revealed; 


"In a study made in 1932 14 was found that, of all the 
public attitudes toward three large manufacturers in a 
Gompetitive field, the first in its importance was the 
personal treatment given patrons by dealers, and. the 
gecom was the amount of interest shown in giving the 
public what it wants," 


fimo and ag@in it has been proven that the personel cone 
tact that a customer gots in any type of business woo 
retail, manufacturing, publie utility, transportation, 
ete. ~~ is the most important element in forming the 
opinion of that customer, Also Mr, Houser reported thet: 


tin a large American city the rates for gas were among the 
lowest twenty-five per cent for all cities of the same 
gig6eo, whereas the rates for Mogg: daigale were among = 
highest, twenty-five per cont, The gad company was remere 
ing a sorvice characterized by almost complete indifference 
to individual consumer desires, The electric company, on 
the other hand, was teking unusual care to mest customer 
needs «~ such, [ar instance, as giving prompt response to 
service calls "and adequate attention to the line of cuse@ 
tomers in rush periods. 


2 haere la eity, @ study showed the general public belief was 
hat the cas rates were extortionate and the electric rates 
very reasonable} Moreover, there was a fervent detere | 
pt frequent ly expressed, to keep the electric com 
any free of cliy politics and to # port it if eny move~ 
me nt should arise *e isla vie inte " ities," 
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So thus again wo see proof that personal contact is the 
important thing in determining public opinion end thinking. 
Tila can be very easily applied to the field of come 
nunioation -= that is, to be effective 4% should be on a 
personal vais, 

In an address in the fall of 1946, Conger Reynolds, Direc- 
tor of Public Relations of Standard 011 Company of Indians,» 
revealed the results of a survey teken by hie company. 

The surprising results were that. 

"94,60 of all the favoreble impressions, according to what 
people thempelves tell us, are gained from what we have 
heretofore regarded ag minor means of communication with 
the public +- the personal contacts we have with peopia, 
geeyc* mouth publicity, and people's own use of their 
This te direct support of the current thinking among publte 
Polations people that communications on a personal besig 
must be developed to @o the job of reaching large numbers” 
of people that maas media ts failine te reach, It has 
been suggested thet the results of mass media have lost 

its effectiveness, because of the large amount which ig 
thrown at the public every day, No matter how large an 
advertising budget is, how eye appealing the ads are, how 
effective the radio ads ars, or how clover any of the ade 
used in mies media might be -+ human beings can only absorb 
80 much of mass medic communication, 
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New methods must bo continually sought and tried to bring 
Sbout new channels of personal contact im communications, 
Gompanies, both large and small, over the past few years 
have tried to make themselves more human to theiz public 
by several methods, For example, the industriel open 
house has been used by hundreds of organigationa with 
great SUCCESS Here people can see and hear for themselves 
the real truth about an organization ami its functions. 
Another example ise the emphasis now being placed on come 
muni. ty service, not only by the executives of a company 
but by the company iteelf in bringing better things te and 
for the communi ty. Personal action is again the keynote 
of the underlying theme in this procedure. Personal cone 
tact means paying attention to the little things that every 
individual can soe and hear, thus possibly the examinetion 
of the effectiveness of the little things night reveal the 
key ‘to a botter communication of ideas s 


The main link between any organization or industry and the 
commun ty waieh it serves is its employees, this ie pro« 
bably the most effective and the atrongest way in which 
personal contact can be maintained by any organizations 
There is a great desl ef evidence to support this current 
feeling in the fact that many organizations are now having 
studies mace of employee attitude toward the organization 
for which they work, Also, the personnel department has 
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taken on & new meaning in the light of the facts revealed 
that the enployees want to know more about the please they 
work and how they can help, by personal contact, in both 
good and bad times, 


Another viewpoint which public velations people are da 
veloping along the line of personal contact is the breaking 
down of the public into specific croups and considering 
specific channels which may exist or might be developed 

to contact them, The general public should always be 


‘taken into consideration in the light of these develop- 


mente. The veal probiem ia how to divide the general pub- 
lic into the specific sroups thereby maintaining the most 
effective pattern, If a choice must be made between the 
general public and a specific group that directly affects 
the organization = Buch a8 the commute rs of the B& K «-« 
then the ‘Specific groups ‘should be pl quone first attention, 


Thus we have come to the conclusion that porsonal contact 
with ali types of the public and in every conceivable 
method mms t be tried to have effective communication, To 
apply this theory to the B & My the author has developed 
the ‘following Ldens on ‘how to put this plea into operations 
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As atated before , the bes t personal sontact thet the 

B ae i has with ‘its cus tomers is through ite employees, 
The results of this survey show that an overwheluing 
majority of ‘the student commuters think the B & M em 
ployees are ‘Sourbeous and efficient, therefore the ground 
work has been laid. Obviously, this section of the com-~ 
gtd na public heave a high opinion of the employeos. 
Tarough various methods to be explained, the employees of 
the B kh M eould be well indostrinated on the questions and 
enawers thet will adequate ly inform the public on the 

B & i problems» Tua by giving the people they know pers 
gonally the truth, the employees can help the cause of 
the railroad more than by any other me thod ino luding the 


use of masse medias 


tb mast be taken into consideration thet ‘the employees 


- wide-spread and that some mo thod mat ‘be found ‘to c0- 


ordinate the activities that would indoctrinate ‘tom, 


One method of giving the employees the information neces~ 
sary to help them inform the public is through the present 
employee magazine. Articles by the public relations de~ 
ces and the pres ident ‘a office on the prob Leme we ba) 
answers en ‘4n clear out, down to carth, simple to under. 
otek Janguage: would be of * great helps ‘It should be pointed 
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out that the security of the employees! joba depemis on 
the public's attitude and how well the customers of the 
railroad understand ita problems, To supplement the 
articles in the employeo magazines, the personal contact 
method should be used again by holding meetings throughout 
the system consisting of small groups of the omployses, 

To drive the main points home, explanations should be made 
on all fects with the help of charts, graphs, pictures, 
ete. The labor union leaders should be consulted in this 
plan and possibly cooperation between the unions and ralle 
road to help the public understand their (railroad) probe 
Lois would bring closer understanding between management 
and the union leaders, This would then serve es a two= | 


fold purpose, 


Another way in which the employees can be informed is by 
the uso of a packet prepared by the public relations de» 
partment explaining why the public needs to be better 
informed and how the employes can help in informing them, 
if this packet was personally presented to each employes 
at the small group meetings its significance would be 
doubled and results should be obtainsd, a 


Of course » all of these articles # meetings , and other 
helps to make the employee @ real * se Losman" for the raile 
yoad would have to be done in the spirit ef truth and 
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ainsera, understanding of all the problems et ham, Unless 
theme ie @ reel desire on the part of the railroad to 
aolve the ineffective communication problem, these pere 
gonal.contacte will be of 11¢tle help. 


Another method which might be employed to win the public 


through personal contact would be the use of more Bpeeches 


to all typed of civic, soctel, and community groups. 
Those speeches must be haniled with great care and with 
the same sincerity shown ag in dealing with the employees, 
Not only should the executives of the B & M try to tell 


‘the problema and the answers to GROUPS y but the employees 


who have ‘the capacities for public speaking ‘should be ans 


gouraged to appear before their local groups, Good con~ 
munity velations and thus leading to. better understanding 
of, the problems facing the rallrosd, can be obtained by 


each of the employees, executives amé salaried ailke, by 
being good citizens, . - Lie | ji 


Resides the personal eontact affected. ‘@apoudh the employees 


of the pailvoad, the author has other sugges tions that will 
bring the commuter inte closer contact with the prob lems 


a explanations of the B&é ke 


To make ‘the Commuter ‘feel ‘that he is one of the fansiy, 
the ‘Baw might publish ¢ a 2 seal penphlet or booklet every 
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month @xplaining and discussing the current plans ani 
probleme of the B& M,. These could be written in very 
informal, shatty form in the feahion of a woekly home- 
town newapaper, Tha use of several, cartoons would probabe 
iy attract the reader's attention and possibly put across 
én important polnt or two, For effective distribution of 
these monthiy bulletins, they could be placed on each 

seat of all commuter trains over a perlod of several days 
to be swe that each regular commuter has e chance to see 


one, By then placing them in convenient spots in all 


etations, the occasienal passenger could aise read the 
pamphlet even though Lt might be a week or 80 old. 


Another idea to give the commuter something to read besides 
his newspaper is to place B & M literature at sonveniont 
places in all the atations, This literature could be guch 
things ag copies of current ads, stories of the railroad, 
recent ICC and Massachusetts Public Service Board rulings. 
This type of material should not be foresd on the ccamuter, 
but let him know that it 1s there for him to read if he 
wants toe At least mono it attractive Gnough 86 that he 
will pick it up and glance at ite 


Tho present card signe used on the commuter coaches could 
be used to better advantage. If thede card sicns were 
changed once @ week or every ton days with & new message 
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ox idea on it, then the commuters would probably look at 
them, To be effective, these cards should carry a very 
shomh and to the point message, The use of cartoons, graphs, 
ani pletures would enhance the readability of the card signs 
and make them pleasant to the 6yo, 


Also to help entertain and inform the commuters on their 
vides to and from Boston, the use of film strips in the 
ears could be very effective, A simple process has now 
been developed whereby film strips could be printed and 
pro jected on & screen at the front of each car which would 
show the commuters some of the real problems that the B & M 
18 up against, For example, the congestion during the 
morning rush hours at North Station might be filmed and 
then shown to the sommuters with an explanation that plang 
were being worked out to relieve this situation, Many 
possible angles and stories could be shown on those film 
atrips, 


The author has suggested only some of the many ways in which 
the 5B & WM may use other methods of communication besidea 
mass media in the attempt to reach its public effectively. 
It is again suggested and recommended that a more exhaustive 
study be made of all the commuters and then steps taken to 
reach these people effectively, By systematic work along 
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